20.

21.

22.

23,

24.

SECTION C — (3 x 10 = 30 marks)
Answer any THREE questions.

Explain the -merits and demerits of oral and
written communication.

mrru.t@mmé] LHOID GTIPSSI epIDTET SEeuD LperDufe
BETEMLO&ET LHMID Seniaamar efleurl.

Explain the different categories of Customer
Relationship.

mnqa;ma;mrmrm G]g,rn_rrﬁcur L Gaumy u@;_ﬁa;smm efleurl.

Dlscuss the special relationship between ‘Banker’

-and ‘Customer’.
UBISWT LHYD eumgsamawrert e Cuwiner Anliy

Qgmimndener efleuf.

Iustrate the procedure of introducing quality
circles in an industrial organisation.

Qsmfles ey apepuled g7 &spHHulener
oPlapsLILRSHAITHETET (LPENMEHEnaIT Gr(b\ggjm;m_@l_m
oflandGs. ; :

What is Marketing Research? Explain the
objectives of Marketing Research.

Fhaguilued  uia) eenpme erenanr?  shangudwied
picilen Cprésmtiseamar edleu.
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Time : Three hours

=

Maximum : 75 marks

SECTION A — (10 x 2 = 20 marks)
Answer any TEN questions.

What is oral communication?

MG SEAIDAPEY GTETDIED cTaran? |

Give the various layout of business letter.
cuarilas siq s LOGN LITGEISMET S(1Hs.

How to improving listening skills?

sauafll$s6 Hpewenu ereuairm HHs LG SHeuE?

What is the significance of strategy in CRM?

aumg saswinerit 2 ey Guemamanioudled 2 erer u|gdlude
HATELD GTGITLIZ CTGTC?

What is the impact of change of relationships?
Qi rHpsEen clenare, eTamLIg) eTemen?

Explain service quality.
Greaneu srsHenan efleuil. -
What is the importance of handling complaints?

elsmrenamen ev@EWLIT@ReUSET (PaEEAWUSSHEUD ereamLg)
GTeue?



10.

11.

12.

13.

Who is a customer of the bank?’

- QU QUG SESWITGTIT GreTLIGUIT UIMT?

Define Market segmentation.

FHanG LIGLUIL| GTETISET @Q0EHTLD & (5.

Write a short note on customer day.

. eumg senswnari Semd uphil GO euers.

Write a short note on “Customer Service
Committee”.

“amgsmauirent Ceaes @ eTanug LpH Aoy -(5115“-3‘—!
UATE. :

. Mention the sources of Primary Data in Market

Research.
sheng weler. peaflae saamsmar Cumieuspsmer
auflpeapsmer GHLUGNGS.

SECTION B — (5 x 5 = 25 marks)
Answer any FIVE questions.

Explain the different Non-verbal forms of

communication.

Qemevgmym saaler GgrLmienr LCam eugeukismer

eflaré . )
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14.

15.

16.

17.

18.

19.

What are the barriers to communication?

-

. B&6UE) (panpudler FenL e Wimeneu?

Explain the causes of failure of CRM.
amgsesurert  Ogmimy Guardremn  Csmaded-

WDOSHETeN SryewThigEamarn adeufl.

Explain the importance of customer satisfaction.
amgsmawunert Smudueiggseler waHussousms
cfleunl. ‘

Elaborate on the grievance redressal procedure

‘adopted by Banking Ombudsman.

amdl @gop Sruumeryrd) LWELGSFD yEsman
Sigge Qewapampen edlarses. =
Bring out the advantages of segmenting the
market.

ghang LGLILIMiellen Benanioganer Oleuefls6l smremris.

What is meant by Quality Circle? State the
characteristic features of Quality Circles.

&T& O erempey erenan? s7&F sHdlen HpLiweLsamer
GIL90hs: ’
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